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I acknowledge the use of ChatGPT (www.chatgpt.com) on 29 November 2025 to check my grammar and spelling, as well as to help me understand the assessment requirements in a simplified way to guide my research.

I used the following prompt(s):

1. Please check my text for grammar and spelling errors.
2. Explain the main points of the assessment in simpler terms to aid my research.
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The purpose of this report is to explore how well Nando’s is performing within the gastronomy sector, based on a personal visit. It reviews the company’s mission, vision, and values, as well as its organisational structure and restaurant operations. The report also examines Nando’s market position, financial performance, online presence and reputation, and any key operational problems or service gaps. Relevant hospitality research and management theories are used to identify areas for improvement and to provide practical recommendations that support Nando’s long-term growth and competitiveness.
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Overview of the Restaurant
Nando’s operates across the UK, with over 465 restaurants nationwide (Flanders, 2023), and has a presence in approximately 20–21 countries worldwide (Nando’s, n.d.d). The company was founded in 1987 in South Africa by two friends who started a small business selling PERi-PERi chicken (Nando’s, n.d.c). Over time, the business grew in popularity and sales, leading to international expansion. The founders opened their first restaurant in the United Kingdom in 1992 (Nando’s, 2025d). Although Nando’s has a local restaurant in Swansea, it does not offer halal options. As a result, customers must travel to Cardiff to access a halal-certified Nando’s restaurant. There are only a few Nando’s restaurants in Wales that serve halal chicken (Nando’s, 2025f). 
The mission of Nando’s is “Changing lives, together.” This mission reflects the company’s aim to make a positive difference in people’s lives by connecting the business to everyday experiences. Nando’s uses its PERi-PERi food to bring people together, rather than simply serving meals. The organisation seeks to create positive social impact wherever it operates, rather than focusing solely on profit. Nando’s core values include pride, passion, and family. These values act as guiding principles that influence organisational behaviour and decision-making. The company’s culture is shaped by these values and is reflected in how employees work together, interact with customers, and deliver service. The vision of Nando’s is to grow both locally and globally by connecting communities, strengthening the brand, and creating a positive impact through food and customer experiences (Nando’s, n.d.b). Nando’s employs over a thousand people who contribute to the success of the business and the delivery of high-quality customer experiences. The organisation is structured into four main departments, each with distinct roles and responsibilities (Nando’s, 2022c). These departments include Head Office, Early Careers, Restaurant Team Members, and Restaurant Management. Head Office roles include teams such as Finance, Product Development, and Customer Experience (Nando’s, 2022b). The Early Careers department focuses on recruiting and developing apprentices and students (Nando’s, 2022a). Restaurant Team Members include roles such as grillers, cashiers, cleaners, and other operational staff (Nando’s, 2022d). Restaurant Management roles include Assistant Manager, General Manager, and Regional Manager, who are responsible for overseeing restaurant operations and overall performance (Nando’s, 2022e).
The majority of customers who visit Nando’s are families, young people, and students. Nando’s stakeholders play a crucial role in making the restaurant successful, as they are considered the pillars of the business. Internal stakeholders include employees, managers, and owners, while external stakeholders include suppliers, society, government, creditors, shareholders, and customers (Alibaic, 2022, pp. 39–52). Customer communication within Nando’s can be described as a continuous cycle, where customers share their experiences, build relationships with the business, and communicate any issues or feedback. This ongoing process forms a circular communication model, as illustrated in Figure 1 (Buhmann, 2024, p. 46).
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Facilities and Service
Nando’s is a popular casual dining restaurant chain that focuses on providing customers with a relaxed, enjoyable, and memorable dining experience. It is designed to appeal to a wide variety of customers, from families and groups of friends to individual diners looking for a convenient and comfortable meal. The restaurant offers multiple service options to cater to different needs, including dine-in, takeaway, delivery, drive-thru, and quick-service options (Cousins and Weekes, 2020, pp. 1–24). This flexibility ensures that customers can access Nando’s in a way that best fits their schedule and lifestyle, enhancing customer satisfaction and convenience.
The interior of Nando’s is carefully curated to create a warm and inviting atmosphere. Natural materials such as wood are used extensively in tables, seating, and décor, providing a sense of comfort and connection to nature. African-inspired themes are incorporated into the restaurant’s design through artwork, colour schemes, and decorative elements, reflecting the brand’s cultural heritage and identity (Nando’s, n.d.a). The restaurant offers a variety of seating options to suit different groups. Small tables accommodate couples, medium-sized tables are perfect for groups of four, larger tables cater to families or larger parties, and some locations provide booths or communal seating arrangements. The layout of the restaurant is carefully planned to give diners a sense of privacy while allowing staff to move efficiently through the space to maintain high service standards.
Lighting and ambience play a key role in enhancing the overall dining experience. Soft, warm lighting creates a cosy and comfortable environment, while accent lights draw attention to artwork and decorative features, helping to reinforce Nando’s unique brand identity. Large windows allow natural light to fill the restaurant during the day, creating an open and airy feel. Background music is generally upbeat and social, providing a pleasant atmosphere that encourages conversation without becoming distracting. Temperature control is always maintained, ensuring customers are comfortable regardless of the season.
Accessibility is a priority across all Nando’s restaurants, including the Swansea location. Facilities are provided to ensure that all customers, including those with mobility challenges or families with young children, can access the restaurant comfortably. These facilities include wheelchair access, baby-changing areas, free Wi-Fi, and clean, well-maintained toilet facilities (Nando’s, 2023). Hygiene is strictly enforced, with tables, chairs, and floors cleaned regularly, and hand sanitiser stations positioned throughout the restaurant to ensure a safe and sanitary environment for both staff and customers.
Service style at Nando’s is primarily counter-service. Customers place their orders at the counter and pay before receiving their food. This system allows for faster and more efficient service, particularly during peak periods, while also reducing errors in order processing (Cousins and Weekes, 2020, pp. 1–24). Once food is delivered, staff remove table decorations, such as the chicken sticks, to maintain tidiness and a welcoming environment (Figure 4). Some locations go further by offering additional services such as event catering, birthday celebrations, and group bookings.
Technology plays an important role in enhancing operational efficiency at Nando’s. Point of Sale (POS) systems streamline the ordering process, reduce waiting times, and improve order accuracy. In addition, Nando’s mobile application allows customers to place orders in advance, access loyalty programmes, and receive promotional offers, further increasing convenience and engagement (Nando’s, 2026).
The Nando’s menu is extensive and caters to a broad range of dietary preferences and lifestyles. It includes chicken breast, leg pieces, whole chicken, wings, burgers, wraps, pittas, salads, sharing platters, vegetarian and vegan options, a children’s menu, sides, dips, bread rolls, desserts, and a range of drinks, including alcoholic beverages (Nando’s, 2025g). Additionally, customers can enjoy a bottomless drinks option, allowing unlimited refills for a fixed price paid in advance. Pricing at Nando’s is positioned within the mid-range casual dining sector. Although prices are higher than those at fast-food chains, the quality of food, variety of menu options, and overall dining experience provide good value for money.
Finance Performance 
[bookmark: _Toc219437128]An examination of Nando’s financial statements reveals that the company experienced losses in both 2023 (Nando’s Group Holdings Limited, 2023) and 2024 (Nando’s Group Holdings Limited, 2024). However, according to official business reports, Nando’s successfully recovered from these losses in 2025 (Nando’s Group Holdings Limited, 2025), as illustrated in Figures 5, 6, and 7. The financial downturn can largely be attributed to the COVID-19 pandemic, which caused widespread disruptions and significant revenue losses across the UK hospitality sector. Additional pressures included rising salary costs and staffing shortages during and after the pandemic (McKibbin and Fernando, 2023).
Camillo (2021, pp. 305–350) highlights that prolonged financial instability can have long-term consequences for a business, affecting operational sustainability and the ability to invest in growth. While Nando’s faced significant financial challenges, recent data suggests the company is now entering a recovery phase (Nando’s, 2025b). During the pandemic, staff numbers across the hospitality industry fell by approximately 67–75%, which intensified operational challenges and reduced the company’s ability to maintain normal service levels (McAllister, 2025).
Based on recent financial records, Nando’s can be positioned between the growth and maturity stages of the business life cycle. The organisation is transitioning from a period of sustained losses toward more stable and sustainable growth. While past losses negatively affected profitability and could have posed long-term risks, Nando’s has avoided decline and potential closure through effective recovery strategies, operational adjustments, and management interventions (Smith, 2022). The period between 2019 and 2020 was particularly difficult, as COVID-19 significantly reduced customer demand, sales volumes, and overall profits. However, the recovery demonstrates the resilience of the brand and its ability to adapt to changing market conditions.
Marketing position and financial performance
When evaluating Nando’s against its competitors, two notable brands are Pepe’s and KFC, although only Pepe’s directly competes in the peri-peri chicken market. KFC does not specialise in peri-peri chicken; instead, it focuses on products such as chicken burgers, wings, legs, thighs, and chicken poppers (KFC, n.d.). Nando’s, however, offers some products like those sold by KFC, which creates indirect competition (Pepe’s Peri Peri, n.d.).
In the broader UK food sector, Greggs maintains a strong market position due to its alignment with customer preferences for convenience, speed, and accessibility. Gregg’s outlets are easy to access, involve minimal waiting times, and provide consistent quality, which appeals strongly to time-conscious customers (Statista, 2025). Nando’s operates approximately 465 restaurants across the UK (Flanders, 2023) and an additional 20–21 international locations (Nando’s, n.d.c). Greggs’ continued growth is supported by effective packaging, competitive pricing, and reliable product quality (Greggs, 2025).
Nando’s marketing strategy focuses on a combination of quality, experience, and brand identity. Its African-themed décor and unique peri-peri recipes distinguish it from competitors, creating a memorable experience that goes beyond simply serving food. Promotions, loyalty programmes, and seasonal menu items further enhance customer engagement and encourage repeat visits.

Online Presence and Reputation Management 
Nando’s has developed a strong online presence and actively engages with customers across multiple platforms, including Facebook (Nando’s, 2025c), Instagram (Nando’s, 2025i), YouTube (Nando’s, 2025h), and TikTok(Nando’s, 2025k). Social media activity includes promotional content, campaigns, and brand storytelling, which helps strengthen customer relationships and brand loyalty.
The company’s official website is regularly updated with offers, promotions, and relevant information, ensuring that customers have access to the latest news and services (Nando’s, 2025e). Additionally, Nando’s mobile application is available on both Apple and Android devices (Nando’s, 2026). The app includes a loyalty programme that allows customers to earn rewards, access special offers, and place orders in advance, which increases convenience and encourages repeat business (Nando’s, 2025a).
This combination of social media, digital platforms, and loyalty programmes ensures that Nando’s maintains a strong digital presence and adapts to modern consumer behaviours, where convenience and online engagement are increasingly important.
Key Operational problem or service gap analysis
Customer feedback plays a crucial role in maintaining service quality and protecting brand reputation. In the case of Nando’s Swansea, some customers have reported dissatisfaction with service standards and have posted negative reviews online (Ashley L., 2025). Many of these complaints reportedly went unanswered by the company (Cottrell, 2023), suggesting that customer concerns were overlooked. Such lack of engagement can negatively affect the brand’s image, reduce customer trust, and limit opportunities to improve service.
However, positive reviews were also noted, with some customers reporting enjoyable dining experiences and satisfactory service (Priscilla B., 2024). In contrast, Ashley L. (2025) described some staff members as rude, lazy, and unprofessional, highlighting potential gaps in staff training, motivation, and supervision. By actively responding to both positive and negative feedback, Nando’s could demonstrate accountability, improve service quality, and strengthen its overall reputation.
Addressing these service gaps would enhance customer satisfaction, support long-term operational performance, and reduce the likelihood of repeated negative experiences. Meyers (2024) suggests that effective managers should not limit themselves to office work but actively engage with their teams, stepping in when necessary to ensure smooth operations.
Tseng and Yong (2025) explain that service gaps occur for three main reasons:
1. When the service a customer expects does not match what they receive.
2. When staff fail to meet customer needs.
3. When staff behave in ways that are unexpected or inappropriate.
These service gaps highlight the importance of operational empathy, staff training, and responsive management. By understanding and addressing the challenges that staff face on the front line, managers can improve service delivery, boost employee morale, and enhance the overall customer experience.
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In conclusion, Nando’s has really made a name for itself in the UK casual dining scene, offering a unique experience with its African-inspired décor, varied menu, and flexible options like dine-in, takeaway, delivery, and drive-thru. The combination of good food and a welcoming, relaxed atmosphere makes it a place that appeals to all kinds of customers, whether families, groups of friends, or people just looking for a quick, enjoyable meal.
That said, the analysis shows that Nando’s isn’t without its challenges. The financial losses in 2023 and 2024, mainly because of COVID-19, show how tough the hospitality industry can be when unexpected events happen. While the company has bounced back, these challenges highlight the importance of strong strategies, good staff management, and flexible operations to handle any future difficulties.
Customer feedback also shows that, while many diners have great experiences, there are still some issues with service, like staff being rude or inattentive at times. These gaps in service can hurt the brand’s reputation and make customers think twice about coming back. This shows why training staff, supporting them, and having managers who understand what’s happening on the floor is so important to keeping standards high.
Overall, Nando’s has shown it can bounce back and keep its strong brand identity. But to stay competitive and continue growing, it needs to keep focusing on improving staff performance, service quality, and customer engagement so that every visit reflects the brand’s values and leaves customers happy.
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Based on the detailed analysis of Nando’s operations, financial performance, and customer feedback, several recommendations can be proposed to help the Nando’s improve service quality, enhance staff performance, strengthen operational efficiency, and maintain long-term competitiveness. These recommendations focus on six key areas: staff training and motivation, customer feedback management, operational empathy, financial resilience, digital engagement, and regular service audits.
1. Enhance Staff Training and Motivation
One of the main things the analysis of Nando’s Swansea shows is that service can be inconsistent. Many customers have great experiences, but some have reported that staff were rude, inattentive, or unprofessional (Ashley L., 2025). This suggests that there are gaps in training, supervision, and staff motivation. Because of this, it’s clear that Nando’s needs a strong staff development programme.
Training should cover all the important areas, like customer service, food handling, teamwork, operational procedures, and problem-solving. It should also prepare staff for busy times, like lunch and dinner rushes, when restaurants are most hectic. Giving employees the right skills and knowledge will help make service more consistent, reduce mistakes, and make the dining experience better for customers.
Motivation is just as important as training. Recognition programmes, like “employee of the month” awards or small bonuses for excellent service, can encourage staff to do their best. When employees feel appreciated, they are more likely to take pride in their work, stay loyal to the company, and treat customers well. Motivated staff work more efficiently, help create a positive atmosphere in the restaurant, and show customers that Nando’s cares about the people serving them. Investing in training and motivation doesn’t just improve service it also builds a stronger, happier team overall.
2. Improve Customer Feedback Response
Another important area Nando’s could improve is how it manages customer feedback. Looking at online reviews for the Swansea location, it’s clear that while positive feedback is noticed, negative comments are often ignored or left without a response (Cottrell, 2023; Ashley L., 2025). Not responding to complaints can hurt the restaurant’s reputation, reduce customer trust, and mean missed chances to make things better.
Nando’s should set up a more active system for handling customer feedback. This means keeping an eye on all the places customers leave reviews, like Google, TripAdvisor, and social media. Replies should be quick, professional, and personal, showing that the company listens and cares. It’s just as important to respond to positive reviews too, as it shows appreciation and encourages customers to come back.
Beyond just replying online, Nando’s could create a way to track feedback trends internally. For example, if the same issue keeps coming up, whether it’s about a menu item, a service process, or staff behaviour, it can be flagged, discussed in staff meetings, and used to improve training. By taking customer feedback seriously and using it to make real changes, Nando’s can fix small problems before they become bigger ones and show customers that their opinions really matter.
3. Strengthen Operational Empathy
Operational empathy is about managers and leaders really understanding what their staff go through on the front line. Research shows that when managers spend time working alongside employees and see the day to day tasks for themselves, they can make better decisions and support their teams more effectively (Meyers, 2024).
For Nando’s, this means encouraging managers to get involved in both front-of-house and kitchen operations. By doing so, they can notice things that might be slowing down service, such as menu items taking longer to prepare than expected, or staff struggling during busy periods. These observations can help managers make changes to staff schedules, workflow, and training to make things run more smoothly.
Operational empathy also has a big impact on staff morale. When employees see that managers understand the pressures of their work and are willing to step in when needed, it builds trust and loyalty. Staff feel supported, more motivated, and are likely to provide better service, which in turn improves the customer experience. By focusing on operational empathy, Nando’s can create a workplace culture where communication, understanding, and teamwork are at the heart of everything they do.
4. Maintain Financial Resilience
The financial analysis of Nando’s shows that the company experienced losses in 2023 and 2024, mostly because of the effects of COVID-19 (Nando’s Group Holdings Limited, 2023; 2024). While Nando’s has managed to recover since then, these challenges highlight how important it is for the business to stay financially strong, especially in the unpredictable and competitive world of hospitality.
To stay resilient, Nando’s should keep a close eye on key financial measures like revenue per restaurant, profit margins, and labour costs. It’s also important to have contingency plans in place for unexpected situations, such as another pandemic, an economic slowdown, or supply chain problems. This way, the company can react quickly and limit potential losses.
Another way to strengthen financial resilience is to diversify revenue streams. For example, Nando’s could expand catering services, introduce seasonal or limited-time menu items, or set up subscription-based loyalty programmes. These strategies not only bring in extra income but also keep customers engaged and coming back.
Managing costs effectively is just as important, but it mustn’t compromise service quality. Nando’s could find ways to operate more efficiently, like reducing food waste, renegotiating supplier contracts, or improving stock management. By balancing cost control with high-quality service, Nando’s can stay competitive, maintain long-term sustainability, and continue providing great experiences for its customers.Top of Form
Bottom of Form
5. Enhance Digital Engagement
Nowadays, connecting with customers isn’t just about what happens in the restaurant. Nando’s already has a strong presence on social media and a mobile app, but these tools could be used even more effectively to build better relationships with customers and encourage them to come back (Nando’s, 2026).
For example, the mobile app could offer personalised promotions, like special discounts for loyal customers or alerts about new menu items. Social media campaigns could also highlight Nando’s values, sustainability efforts, and seasonal dishes, helping to reinforce the brand’s identity and attract new customers. Digital platforms also give customers a way to interact with the brand, share their experiences, and give feedback, which can be used to make service even better.
Using digital tools alongside day to day operations can also make service faster and more convenient. Encouraging customers to pre order through the app or offering contactless payments can cut down waiting times and make the experience smoother. By making the most of digital tools, Nando’s can stay connected with customers, improve efficiency, and build loyalty while giving diners a better, more convenient experience.
6. Conduct Regular Service Audits
To make sure service is always consistent and operations run smoothly, Nando’s should carry out regular internal checks at all its restaurants. These audits could look at important areas like hygiene, food preparation, staff performance, customer service, and how well the workflow is organised. Spotting any problems early gives managers the chance to fix them before they turn into bigger issues.
Audits also give managers a clear way to see if staff are following company standards, rules, and best practices. The results can help shape training programmes, improve operational procedures, and highlight areas where the restaurant could try new ideas or make improvements. For example, an audit might show that a certain location struggles with getting orders right during busy times, which could lead to changes in staff scheduling or workflow setup. By regularly checking and improving these areas, Nando’s can keep service standards high and make sure every customer has a good experience, no matter which location they visit.
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[image: Nando's worker reveals 18 behind-the-scenes secrets - including why you  should NEVER order olives]
















Nando’s stick-on table
(cox, 2018)

Figure 5
[image: A document with text and numbers

AI-generated content may be incorrect.]




















(Nando’s Group Holdings Limited, 2025)



Figure 6
[image: A document with text and numbers

AI-generated content may be incorrect.]




















(Nando’s Group Holdings Limited, 2024)

Figure 7
[image: A document with numbers and a few words

AI-generated content may be incorrect.]




















(Nando’s Group Holdings Limited, 2023)









image1.png
Problems People

Relationships Feclings




image2.jpeg




image3.png




image4.jpeg




image5.png
Nando's Group Holdings Limited
Annual report and consolidated financial statements
23 February 2025

CONSOLIDATED INCOME STATEMENT AND OTHER COMPREHENSIVE INCOME FOR THE 52 WEEK PERIOD ENDED 23 FEBRUARY
2025 (52 WEEK PERIOD ENDED 25 FEBRUARY 2024)

2025 2024
Note Total Totat
em m
Revenue “ 14763 13668
Costof sales 1140.8) )
Gross Profit 3355 2873
Other operating income 5 614 139
Administrative expenses (248.6) (260.9)
Share of loss of equity-accounted investees, net of tax 18 a9 ©5)
Operating profit 1466 59.8
Financialincome 10 33 26
Financial expense " an.g (112.5)
Net financial expense (108.4) o
Profit / (loss) before tax 382 501}
Income tax expense 12 29.8) 28

Profit / (loss) for the period

Other comprehensive income
Items that may not be reclassified subsequently to profit / (loss)

Exchange differences on translating foreign operations. 14
Other comprehensive income for the period, net of tax 14
Total comprehensive income for the period 9.8 (59.1)

Total comprehensive income for the period attributable to:

Equity holders of the parent 9.5 (59.3)
Non-controlling interest 17 03 02
9.8 (59.1)

‘The accompanying notes form part of the financial statements.
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CONSOLIDATED INCOME STATEMENT AND OTHER COMPREHENSIVE INCOME FOR THE 52 WEEK PERIOD ENDED 25 FEBRUARY
2024 (52 WEEK PERIOD ENDED 26 FEBRUARY 2023)
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The accompanying notes form part of the financial statements.
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CONSOLIDATED INCOME STATEMENT AND OTHER COMPREHENSIVE INCOME FOR THE 52 WEEK PERIOD ENDED 26 FEBRUARY
2023 (52 WEEK PERIOD ENDED 27 FEBRUARY 2022)
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The accompanying notes form part of the financial statements.
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